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With the social welfare development mode gradually shift to the multi-welfare 
model, the supply of social welfare services also began showing a trend of transition 
to government procurement of services arranged by the government in the past, 
government procurement of services to become a new path of social welfare services 
supply, and the social work project have emerged. 
But social work project is still in its infancy, the project is running the 
inevitable emergence of a lot of problems, such as serve diversity and complexity of 
the problem, service cost and labor cost, service delivery is not continuous, 
professional ability is inadequate, and so on. These questions need to be rigorous 
working methods and practical strategies to solve. 
At present, there are many studies of the project conflict management at home 
and abroad, but most for engineering construction projects, few for Social Work. 
Therefore, the author intends to Base on "spiritual home" project of Q institutions as 
an example, from the point of view of the project conflict management theory, based 
on the project life cycle, using case study method, Document analysis and 
participatory observation to analyze the course of the project. 
The study found that during the social work projects, you will encounter nine 
kinds of conflict: trust conflict, right conflict, role conflict, ethical conflict, 
interpersonal conflict, human resource conflicts, the target priority conflict, the project 
schedule conflicts and material resources conflict. But at different stages in the project 
life cycle, the content and the root causes of the conflict are not all the same. 
Accordingly, conflict management strategies are also different. As a result, the 
researchers reflect on the various stages of the project conflict and its root causes of 
conflict to construct the conflict management framework for social work projects. The 
framework provides some conflict prevention direction for project managers to help 
dig the root causes of conflict and the development of conflict management strategies. 














policy system is not perfect, and also by the impact of traditional Chinese cultural 
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选择。     
 “政府购买服务”起源于西方国家,在美国被称为购买服务合同或合同外包,
在我国香港则与社会福利服务资助或外包含义类似,在我国内地一般称之为政府
购买服务。所谓政府购买服务(Government Purchase of Services)，指的是“政府
在社会福利的预算中拿出经费，向社会各类提供社会公共服务的社会服务机构，
直接拨款资助服务或公开招标购买社会服务。” 













































可靠性；最后，该项目于 2013 年 1 月刚刚结束，能够保证案例的时效性。 
 
三、研究内容 
   （一）研究的具体过程：结合本项目的具体操作过程进行过程分析，不断反
思项目中出现的冲突和困境，理清项目冲突管理的范围和策略。 










































































   （一）冲突 
    1、冲突的定义 
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    2、冲突的发展阶段 
    冲突是一个能动的、互相影响的过程，它的发展通常有一定规律可循。 一
般来说，包括：潜伏、被认知、被感觉、出现及后果五个阶段，如图 1 所示。 
    第一阶段是潜伏阶段：不存在明显的冲突，只是产生了冲突的条件。 
    第二阶段是被认知阶段：冲突双方开始注意到对冲突问题的差异。 
    第三阶段是被感觉阶段：当事人开始对存在的差异有情绪上的反应。 
    第四阶段是出现阶段：冲突由认知或情感上的感觉转化为行动。冲突的当事
人可能选择扩大冲突，也可能决定对冲突进行处理。 












































    此外，组织中的政治性权力也是造成组织冲突的不可忽视的重要因素。权力
规定了组织成员(个人或群体)在多大程度上占有稀缺资源或者让稀缺资源为自
己服务，围绕资源安排所形成的心理契约、势力范围、影响力、指挥链、习惯与













   （二）冲突管理 
    1、冲突管理的涵义 






































   （1）冲突主体间的冲突管理方式 
    一维模型是大多数早期的冲突管理研究学者采用方法，一维模型将冲突管理
方式简单地划分为竞争与合作两类，非此即彼，虽然简单明了，但不足以显现冲

























抗 争 (Competitor); ③ 妥 协 (Compromiser); ④ 合 作 (Collaborator); ⑤ 迁 就




     武断的 抗争(Competitor)   合作(Collaborator) 
 
                                     妥协(Compromiser) 
 




资料来源：Thomas，management strategies model of conflict 
   （2）引入第三方的冲突管理方式 
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